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Magazine Theme 
Connecting in the digital age can help cultivate owner/
management relationships, increase safety and security, and build 
community culture.  Condominium corporations are doing more 
now than ever before to keep their owners in the loop with digital 
communications, virtual meetings, and electronic payments, and 
even social media groups.
Credit: © iStock.com/Halfpoint
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Social media has transformed the 
way we receive news, share messages 
and access information. But it’s not 
without its challenges, especially for 
condo corporations. Read more  
on page 18.
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Message
from the Executive Director

Recently, eighty-two condominium managers successfully 
completed ACMO’s very first Certificate Course in Advanced 

Plumbing and Water Management – they did so 
because they want to evolve and be more effec-
tive; to be the best they can be.   

This inaugural Certificate Course was the 
culmination of work that began two years ago 
as part of a strategy to gradually pivot away from 

providing licensing education to focus on continuing education 
and bolstering the value and profile of our RCM designation.  
This pivot became necessary because the CMRAO recently 
introduced a new 6-course curriculum for those wishing to get 
licensed that supersedes ACMO’s four courses which won’t be 
valid for licensing purposes in a year’s time, effective Nov 1, 2022.  

Since 1977, ACMO has been committed to educational 
excellence and has led the way in delivering condominium 
management education. The ACMO Certificate Course program 
represents the next evolution in condominium management 
training. It consists of a series of practical courses that provide a 
higher level of knowledge and training in specific condominium 
management topics. 

The Advanced Plumbing and Water Management course covers 
the function, features and maintenance of domestic plumb-
ing systems typical in today’s condominiums. Launching the 
program with a plumbing course might seem a little odd, but 
it’s not.  This topic is consistent with the program’s goal, which 
is to provide practical, applied continuing education beyond the 

Evolving the Effective  
Condo Manager

Paul B. MacDonald
Executive Director

RCM course content to improve the effectiveness of RCMs. 
An equally important goal of the program is to make educa-
tion accessible to everyone regardless of geographic location, 
so we offered the course online. Registrants watched a pre-
recorded ‘refresher’ video before the live session and then 
participated in a live 2.5-hour online session that provided 
a deeper dive into the topic. Following the course, attend-
ees that passed a short online test got their certificate and 
received 10 continuing education points.  

An exit survey of course participants revealed that the 
main reason they took the course was “to enhance their 
knowledge and be a more effective manager,” and they scored 
the course a 93 out of 100 for overall satisfaction.  This is 
very encouraging and reaffirms that we are on the right 
track with the Certificate Program. In the coming months 
and years, we will develop a wide variety of condominium 
management topics with the goal of offering seven courses 
annually, beginning in 2022.  In 2023, successful completion 
of a number of Certificate courses will also become a require-
ment for those wishing to achieve the RCM designation.   

The program’s ultimate objective is to improve the capa-
bility and performance of RCMs, build more value into the 
designation, and further differentiate RCMs from those 
managers content with the minimum general licence.  As 
they have done in the past, RCM’s will be evolving and 
leading the industry by pursuing the highest standard in 
condominium management. n
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Message
from the President
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Make no mistake about it; I am grate-
ful for many things in our digital age.  We 

are blessed with tools 
that enable us to meet 
safely, communicate 
efficiently, and share 
information quickly 
through this pandemic.

However, something has been lost.  
Our ability to communicate with great 
speed has made us all less patient.  This 
is exacerbated by the lightning speed 
with which items can be ordered online 
and delivered to our door. It leads us to 
believe that everything can be addressed, 
resolved or otherwise completed in the 
same nanosecond.

Sadly, time frames in Condoland are 
not so brief.  Once a problem is identified, 
scope of work needs to be established 
before the remedy can be procured.  
Multiple bidders need to consider it, 
review conditions with the site, secure 
materials from suppliers and labour and 
submit their bids.  Once bids are received, 
they must be reviewed and compared and 
summarized, then presented to the board.  
Once a project is awarded to a success-
ful bidder, they must secure the required 

Message
from the President

Practicing Patience
material and labour, then schedule the 
work.  Once completed, it must be evalu-
ated, and payment must be issued.    

I describe the process in detail because, 
as you can imagine, a pause or obstacle 
might be uncovered at each step, lead-
ing to delays.  Unfortunately, I believe 
that these delays will only increase as we 
start to leave COVID19 restrictions.  We 
have a glut of postponed and deferred 
work when there are known labour and 
supply shortages.  Despite these being 
well-publicized facts, not every commu-
nity is understanding or patient.

I am always disheartened to see mali-
ciousness in Condoland.  Criticism 
of process or project is legitimate, but 
personal attacks are not.  The name-
less, faceless internet can embolden bad 
behaviour, most often levied against those 
who least deserve it.  A salacious headline 
or a public threat can be wielded like a 
weapon in public, adding an unneces-
sary public relations task to the already 
busy job of managing a condominium 
corporation during a global pandemic.  
Nonetheless, we graciously plod on.

I’ll never forget an old-school engineer 
I met as a newbie manager.  I had sent 

him an email earlier in the week, dutifully 
included each of the drawings and techni-
cal reports he’d sought.  I was emailing him 
for the second time to remind him of the 
opinion I needed, hoping he would answer 
immediately as the matter was urgent.

He called me on the phone and said, 
“You know Katherine, when I started as an 
engineer, you’d call me with a problem like 
this, we’d discuss it, and then you would 
type out a letter and mail it.  I’d ponder the 
problem we discussed, review your letter 
and documents, consider my answer and 
send you a letter back.  Just because I get 
your request and the documents faster 
now, it doesn’t mean I think any faster.”

I’ve taken his comments to heart ever 
since.  While we enjoy the gifts technol-
ogy brings us, I hope we might recall 
some good old-fashioned patience 
and allow ourselves some time to be 
thoughtful and graceful.  

I wish you safe passage through the 
Annual General Meeting high-season. n

 
Katherine Gow, RCM
ACMO President  

99

http://www.acmo.org


mailto:info%40nadlan-harris.com?subject=
http://www.nadlan-harris.com


Snapshot

• Amendments to O. Reg. 48/01: General that will set out a list 
of prescribed nuisances, annoyances or disruptions for the 
purposes of new clause 117(2)(b) of the Condo Act. This list 
will include the following nuisances, annoyances or disrup-
tions, if they are unreasonable:

1. Odour
2. Smoke
3. Vapour
4. Light
5. Vibration

• Amendments to O. Reg. 179/17: Condominium Authority 
Tribunal that will expand the Condominium Authority Tribu-
nal’s (CAT’s) jurisdiction to include certain disputes related to:

i. Nuisances, annoyances or disruptions as set out under 
subsection 117(2) of the Condo Act and in O. Reg. 48/01.

ii. Provisions in a condo corporation’s governing documents 
(i.e., its by-laws, declaration or rules) that prohibit, restrict 
or otherwise govern, the activities described in subsection 
117(2) of the Condo Act or in O. Reg. 48/01, or any other 
type of nuisance, annoyance or disruption to an individual 
in a condo corporation.

The CAT Expands to Include Nuisance-Related 
Disputes

On January 1, 2022 several changes under the Condominium 
Act, 1998 (Condo Act) will come into force. These changes are:  
• Amendments to section 117 of the Condo Act which will 
prohibit a person from:

i. Causing, through an act or omission, conditions or 
activities in a condominium (condo) corporation likely 
to damage condo property or cause injury or illness to 
an individual,

ii. Carrying on or permitting activities in a condo 
corporation if they result in the creation or continuation 
of (to an individual in a condo corporation):

a. Any unreasonable noise that is a nuisance, 
annoyance or disruption, or

b. Any other nuisances, annoyances or disruptions  
as prescribed in regulation.

• A housekeeping amendment to section 116 of the Condo 
Act that will clarify that where owners can make reason-
able use of the common elements, they can also do so of the 
condo’s assets, if any.Ph
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A quick glance at what’s happening with ACMO  
and the condominium industry.  
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iii. Provisions in a condo 
corporation’s governing 
documents that govern 
the indemnification of the 
corporation and/or owners, etc. in 
reference to the disputes in (ii). 

You can search for and view the 
amendments at www.ontario.ca/laws/

Promoting the Profession 
During the past year, ACMO has 

invested in digital advertising campaigns 
with Google and LinkedIn display 
ads promoting brand awareness and 
membership with ACMO, the RCM 
designation, and ACMO 2000 Certified 
management firms to condo boards, 
owners and the general public. 

Six different designs with varying 
messages for each saw over 980,600 impres-
sions and gained 5325 click-throughs to 
the ACMO website with people looking 
for more information on hiring RCMs 
and ACMO 2000 firms, earning an RCM 
designation, subscribing to the e-newslet-
ter or joining ACMO. Overall, a successful 
campaign for boosting the awareness of 
the Association and the profession.       

We will continue promote and 
communicate the higher standards 
of the RCM designation, ACMO 2000 
Certified firms, and the Association to 
the condominium community and the 
general public at large on your behalf.

Services and Trades at Your 
Fingertips 

Again this year, the popular ACMO 
Professional Services and Trades Direc-

tory was released in an easy to use digital 
flip-book format. The interactive publi-
cation features direct links to the website 
of the selected service provider saving 
time and effort. Bookmark the online 
directory at www.acmo.org under the 
publications menu or download it to 
your smartphone’s home screen for 
quick access to hundreds of companies 
that hold membership in our profes-
sional community. 

For iPhones: Step 1: From your phone, 
open the Professional Services & Trades 
Directory page on the ACMO website at 
www.acmo.org Step 2: Click on the icon 
of a box with an arrow through it at the 
bottom of the screen Step 3: Click on 
“Add to Home Screen,” and you are done! 

For Androids: Step 1: From your phone, 
open the Professional Services & Trades 
Directory page on the ACMO website at 
www.acmo.org Step 2: Click on the menu 
icon (3 lines) at the bottom of the screen 
Step 3: Click on “+ Add page to” Step 4: 
Click on “Home screen,” and you are done!

New ACMO Certificate 
Program

ACMO is proud to announce the 
launch of  the ACMO Certificate 
Program, a series of continuing educa-
tion courses providing a higher level of 
knowledge in specific condominium 
management topics. Gaining a certifi-
cate will build on the knowledge you 
acquired through the RCM program 
and further differentiate you from 
those who only have the minimum 
general licence.

ACMO’s inaugural Certificate Course 
was held in October and 82 condomin-
ium managers took part in the Advanced 
Plumbing and Water Management 
certificate course. 

In the coming months, ACMO will 
introduce more courses covering a wide 
range of topics condominium manag-
ers need to stay current and competitive 
in today’s market, aligning with the 
CMRAO Competency Framework. The 
plan is to offer seven courses annually, 
beginning in 2022. Certificate courses 
will become a requirement to achiev-
ing the RCM to ensure that everyone 
obtaining the designation in the future 
will continue to be able to differentiate 
themselves from those managers who 
hold only the general licence. 

The following condominium manag-
ers were successfully passed the couse 
quiz and received their certificate:

Darla Ahmeti, RCM
Joseph Annan, RCM
Vanessa Anton, RCM
Juliet Atha, RCM
Elinor Bahiti, RCM
Susan Bailey, RCM
John Balog, RCM
Lubko Belej, RCM
Arian Behshad
Vincent Bennett, RCM
Nancy Bijelic, RCM
Gerald Bourdeau, RCM
Liliana Bratu, RCM
Tanya Brown, RCM
Anne Burgoon, RCM
Gezim Cela
Francisco Chavarria, RCM

Supporting your property needs 
with our technical expertise

• Reserve Fund Studies

• Performance Audits

• Water Leak Investigations

• Rehabilitation Design

• Building Envelope Services 

• Structural Engineering

• Odour/Noise Migration

• HVAC/ Energy Audits

• Project Management

• ProjectWeb FM 

        (Drawing Management)
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Richard Chen, RCM
Ivy Chiu, RCM
Cynthia Chung, RCM
Lhot Clarke, RCM
Evan Clinansmith, RCM
William (Bill) Colucci, RCM
Nicholas Conroy
Richard Fernandes, RCM
Kozeta Fino, RCM
Paulette Forsythe, RCM
Pamela Fowler
Sherri Gauvreau, RCM
Robert Gillooly, RCM
Aldis Gonzalez, RCM
Katherine Gow, RCM
Caroline Graham, RCM
Roopali Gulati
Jessica Gunawardana, RCM
John Hickey, RCM
Annika Hidinger, RCM
Armand Hoxha
Allyson Ingham, RCM
Sahir Jamal, RCM
Noah Johnston, RCM
Beverly Jolicoeur, RCM
Mark Jules, RCM
Mo Killu, RCM
In Kim, RCM
Jessi-Lynn Langford, RCM
Mark Mak, RCM
Dean McCabe, RCM
Kayla McKale, RCM
Adam McMillan, RCM
Genta McVeigh, RCM
Gail Newmarch, RCM
Yasmeen Nurmohamed, RCM
Jim O’Neill, RCM
Kaveh Oskoui, RCM
Steve Paas, RCM

Ron Philp, RCM
Marian Postelnicu
Olha Pulnyeva, RCM
Afreez Rahemtulla, RCM
David Rampino, RCM
Rocco Rampino, RCM
Adam Rapp, RCM
Maria Ryder
Paris Sajedi, RCM
Gowri Shakthi, RCM
Kimberly Sinclair, RCM
Alfred Siu
Racquel Smith, RCM
Trevor Sone, RCM
Adelina Sottile, RCM
Sandra Swiatlowski, RCM
Mary Thorne, RCM
Tony Tong
Laurent Trembley, RCM
Sheldyn Valley, RCM
Elaine White, RCM
Sarah Wilford, RCM
Debbie Wilson, RCM
Yvonne Yorke, RCM

Welcome New RCMs
ACMO wishes to recognize those 

members who recently achieved their 
RCM designation and have demon-
strated a commitment to professionalism 
and a higher standard of condominium 
management. Congratulations to all!

Christopher Beswick, RCM 
Martin Brisson, RCM
Galit Daniels, RCM
Gerald Ryan Erwin, RCM
Beenish Haleem, RCM
Taranjeet (Teena) Kaur, RCM
Patrick Krall, RCM

Jeremy Lee-Hermann, RCM
Jenny Pui-Yan Pang, RCM 
Lina Poltinikov, RCM 
Alessia Reci, RCM
Matthew Rowlands, RCM

And the Winners Are…
Each year, ACMO honours exceptional 

achievements in the condominium 
industry with its annual awards of excel-
lence.  This year’s awards ceremony was 
again held online as part of the Virtual 
Luncheon on Friday, November 26, 2021.   

Individuals were nominated by fellow 
peers, board members, professionals, 
and trades in various award catego-
ries. Submissions were reviewed and 
evaluated by the 2021 Awards Commit-
tee comprised of Vince Bennett, RCM 
(Chair), Babak Ardalan, RCM, Sally 
Thompson, Armand Conant, James 
Davidson, and Peter Leong.

We are proud to recognize the follow-
ing winners of the ACMO Condominium 
Management Awards. Congratulations to 
all the nominees and winners! 

Manager of the Year was presented to 
Bes Kondi, RCM, who has demonstrated 
an extraordinary commitment and dedi-
cation to professional condominium 
property management.

Leader of the Year was presented to 
Dean McCabe, RCM, who has demon-
strated team leadership in business 
practices and/or in the development 
of professional property managers.

Genesis Award was presented to Elliot 
Shermet, new in the profession and has 
displayed exceptional service n
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Connecting in the Digital Age
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Leveraging the Evolution
of Online Communications

to Manage Conflict

years ago. It is essential to recognize the 
benefits as they can be applied to better 
manage condominium conflict.

The Evolution of 
Communication

Online communications have long 
been considered lesser forms of commu-
nication over in-person exchanges. They 
were considered less of a human connec-
tion. I believe that the relaxation of online 
communication etiquette changes this. 
Reminding someone that they forgot to 
unmute is not informing them that they 
are incompetent. It serves instead as a 
reminder that they are human. 

We connect with one another far more 
personally online now than ever before. It 
feels like I have seen more people’s offices, 
homes and cars in the past couple of years 

Back in the day – and by that, I mean 
2019 – services like Zoom existed but 
were not used as routinely as they are 
today. Many people were not all that 
familiar or comfortable with the tech-
nology and, from a distance, it appeared 
cold when compared to in-person 
exchanges. There was also a general 
sentiment of perfection in using such 
technologies. I recall Professor Robert 
Kelly, better known as “BBC Dad.” A 
2017 YouTube video featuring him went 
viral as his young children crashed his 
interview, appearing in the background 
with much hilarity. Early comments 
on the video, which has now received 
over 45,000,000 views, suggested that 
the unprofessional interruption would 
ruin Kelly’s career. Imagine if that senti-
ment applied today? If every time a child 

or a pet crashed a video meeting, they 
would put one’s career on the line. That 
you would risk losing your job if your 
internet connection got choppy, that 
would be ludicrous, right? 

I raise it because I think that a criti-
cal evolution has taken place when it 
comes to online communications. 
Obvious typos in regular communi-
cations don’t seem as big of a deal as 
they used to be. Shorter messages and 
abbreviations are appreciated over 
walls of text. You might say that we 
have embraced a level of informality in 
our interactions. I want to be clear; I am 
not stating that professionalism is no 
longer important. It is. I am trying to 
point out that certain etiquette associ-
ated with online communications has 
relaxed compared to just a few short 

Marc Bhalla,  
LL.M. (DR), C.Med, C.Arb 
Mediator and Arbitrator 
Elia Associates
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than in the prior eighteen I have been in 
the industry combined. Why does this 
matter? I am suggesting it can actually be 
quite substantial. Getting to know some-
one through little things like their choice 
of virtual background or the physical items 
they line up in view behind them during 
a Zoom call can contribute to establishing 
something significant – a better relation-
ship. This offers a glimpse into someone’s 
personality that you would not get if they 
physically came to you or you met in some 
neutral, shared space. One’s online pres-
ence in a video chat goes beyond what they 
are wearing from the waist up.

Online Relationship Building
It may seem strange because people 

within a condominium community are 
typically in close proximity to one another; 
however, I have found that one of the most 
common reasons why people in condo-
miniums find themselves in disputes is 
because they do not know one another. 
So many times, a conflict emerges, and 
assumptions are made about the other 
person. They are thought to have bad 
intentions, malice and a selfish outlook 
on life. These ill feelings continue to grow 
as the conflict escalates, often unchecked 
as they feel validated. Assumptions involv-
ing negative sentiments about lawyers, 
tenants, uninformed owners, power-
hungry directors with nothing better 
to do and the incapable condominium 
manager are thrust into the mix, making 
the underlying problem worse. In the 
worst of these instances, where a conflict 
heads to court or arbitration, each person 
involved “digs in” concerning their beliefs 
about the other. Interactions become 
hostile as tensions boil over. The experi-
ence deteriorates for everyone involved as 
relationships sour.

I am not suggesting that the books 
that appear on your shelf during a Zoom 
call or a technological hiccup are all that 
is needed to save you the cost of a trial. I 
am saying that a degree of relaxation of 
online etiquette has made it more gener-
ally acceptable to be human and to have 
a personality. Again, this is not to suggest 
that professionalism should be neglected.  
A line should be drawn between which 
aspects of yourself are appropriate to 
share and keeping certain information 
about yourself private. I am suggesting 
that there is nothing wrong with those you 
interact with, knowing that condominium 
managers are not interchangeable; each is 

a unique person. There is nothing wrong 
with offering others a little bit of insight 
into what you are all about and accept-
ing the insights they offer you. The idea is 
that getting to know a little bit about those 
you communicate with can help avoid 
conflict escalating between strangers due 
to assumptions and misconceptions.

Most of the conflicts I resolve through 
mediation do not get resolved by one 
big swooping action. It is more often 
the case that momentum toward reso-
lution is built through a series of small 

steps. The same applies to relationship 
building in this context. Leveraging 
online communications to form better 
relationships can help address emerging 
conflict proactively and avoid hostilities 
escalating due to misconceptions. n

Marc Bhalla (he/him) [biracial] is a 
mediator and arbitrator who helps ad-
dress condominium conflict. He has 
been with Elia Associates since 2002. 
He can be reached at mbhalla@elia.org.
Elia.org
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Why Social Media #Fails
for Condo Corporations

tempted to get on Facebook or some 
other social platform. It’s possible 
to believe that stronger ties between 
members and management could be 
established online. Maybe they could 
even address some of those issues 
shared on the Facebook group and 
help create a happier condo commu-
nity. But, managers should know this 
first; social media can be a helpful 
secondary communication stream, but 
it should never be used as a primary 
communication method. 

Social media fails for condo corpo-
rations because of the lack of control, 
privacy and organization - three criti-
cal things that management staff need 
to communicate effectively. Unlike 

“Did you read what the tenant from 
the 10th floor wrote about manage-
ment? She posted a long message on 
Facebook saying they handled her 
complaint about the [insert common 
condo complaint here] terribly.”

“Really?! Wow, I can’t believe that. 
This place is so poorly managed. We 
should all complain, and maybe they’ll 
finally do something about it.”

Social media has transformed the 
way we receive news, share messages 
and access information. It is fast, free 
and easy to use, making it an attrac-
tive platform for communications. 
However, Facebook, Twitter and Insta-
gram aren’t always ideal for companies 
or corporations.

Consider this fictitious conversa-
tion between the two condo residents. 
While it may not be real, anyone who 
has lived in a condo has seen the 
myriad of angry posts on their condo 
community’s Facebook page. Usually 
started and managed by a resident, the 
condo’s group page consists mostly of 
complaints and items or units for sale. 
That’s not to say that the issues brought 
forward on social media are not valid, 
but residents tend to feed off of each 
other’s frustration or outrage on the 
online space instead of taking steps that 
will resolve or clear up the issue. 

Condo managers and boards know 
that residents are active on social 
media, which is why they may be 

Brian Bosscher 
president  
Condo Control
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a condo management software plat-
form or resident portal, Facebook 
wasn’t designed specifically for condo 
corporations. It can be used in many 
different ways for private or personal 
reasons, and not all of  them are 
productive. While it can be a platform 
for communities, most people use it 
as an individual platform to express 
their personal thoughts, feelings and 
experiences.   

Lack of Control
Tenants use social media as a 

platform to air grievances and frus-
trations. It’s not often that productive 
conversations are hosted on Facebook, 
and we don’t often get all of the facts. 
Furthermore, this online space can 
create a herd mentality, meaning when 
one upset tenant presents an issue, 
others who may have similar issues 
will share that person’s anger and take 
their explanations at face value. 

Even if management has started their 
own group and has the authority to 
moderate comments, their messages or 
posts may not read as they had hoped 
they would. It’s harder to communicate 
through written words than it is when 
talking to someone face-to-face. And, 
managers may start receiving harsh 
private messages from tenants, even 
if they cannot share their thoughts 
publicly on the group page.    

Unregulated social media commu-
nications can inflame tensions and, in 
rare cases, spark financial liabilities or 

legal issues. If you post on behalf of the 
corporation, stick to general informa-
tion, events, and content that won’t 
generate negative opinions. 

Lack of Privacy 
It’s hard to know for sure that 

members belonging to a condo group 
on social media live in the building. 
Some members may have moved out, 
and others may not live there at all. This 
is another reason why any informa-
tion shared on a social media platform 
should be general. Never distrib-
ute private or personal information. 
Remember that condo corporations are 
private businesses and, as such, have an 
obligation to protect their clients and 
staff (and, in this case, residents). 

Lack of Organization 
Social media is all about keeping 

followers up to date with the latest and 
newest content. But that can make it 
hard for managers to keep track of 
posts that aren’t brand new. If they don’t 
answer a question or share a link imme-
diately when they see a new comment, 
they may forget to respond. 

Regardless of the value or reach of 
social media, it was never intended 
as a forum for robust condo commu-
nications. Condo management is a 
regulated system that requires records 
and paper trails for conversations. 
Social media circumvents a lot of this, 
which is why it cannot be used as a 
primary communication stream. 

Not Everyone Uses Social 
Media

While it is convenient and easy to use, 
not all condo residents are on social 
media. Others have it but don’t check it 
very often. That’s one more reason why 
condos cannot rely on Facebook alone 
to get messages to everyone. 

Conclusion  
When thinking about how they can 

improve communication with resi-
dents, condo managers and boards are 
encouraged to use a resident’s portal 
or software in combination with other 
communication methods. They should 
continue to print out a small number of 
paper announcements and notices for 
those who are never online. 

Having a Facebook community 
group can be a helpful addition, espe-
cially if residents like using social 
media. But social media is not with-
out its challenges, and someone has 
to be responsible for monitoring and 
managing the platform. Otherwise, it 
turns into a stage for criticisms and 
one-sided stories. n 

Brian Bosscher is the president and 
founder of Condo Control. He started 
the SaaS company in 2008, bringing 
with him a wealth of experience from 
the software development and whole-
sale banking/capital markets industries. 
Brian is also the board president of his 
condominium.
condocontrolcentral.com
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Using Digital Communication
to Increase Community Culture

Concierge Plus, Condo Control Central, 
BuildingLink and the 1Valet app. These 
platforms provide the ease of send-
ing mass communication, emergency 
broadcast SMS messaging, managing 
visitor parking, parcel deliveries and 
classifieds for property managers. Resi-
dents can log in and update their unit 
profile, review important condominium 
documents, information certificates, 
minutes of board meetings and access 
standard forms for their communities. 
Some of these forms are fillable PDFs 
that no longer require the printing 
of hard copies, thereby reducing our 
carbon footprint.

For example, I recently implemented 
a handy new smart building operating 
system app in the community that I 
manage. The app allows residents to 
use their smartphones instead of a 
traditional fob to enter the building 
and the parking garage. The access 
is strictly controlled by management 
and is only for residents of the build-

Communication is the cornerstone 
of an engaged community.  Digital 
workplaces may have many benefits, 
but can virtual communication trans-
form the community experience? The 
digital age has made it possible for us 
to reach our professional and personal 
contacts across the globe in a matter of 
minutes. More business transactions 
take place in virtual boardrooms than 
golf courses these days. It is impres-
sive to see the impact technology has 
on businesses and the personal lives of 
every individual.

If there is one thing we learned from 
this global pandemic, it is the value of 
time and the ability to connect and 
transact at the stroke of a key, which has 
now become an expectation in society. 
Some organizations realized that the 
benefit of working from home could 
increase productivity for some busi-
nesses by reducing commute time for 
their employees and providing quality 
time for families. Due to this, orga-

nizations everywhere are turning to 
technology solutions to create a posi-
tive employee experience for everyone.

Why Switch to Digital 
Communication?

But how does digital communication 
affect condominium communities? Does 
it force the baby boomers away from the 
expectation of the dated paper notices 
delivered to their door? Must everyone 
have access to a computer or a smartphone 
to communicate effectively? Perhaps, there 
are ways of reaching a happy medium.

As a portfolio manager, I find it 
extremely important to be connected to 
my communities. With some buildings 
that provide limited onsite office hours, 
it is essential to ensure that residents 
feel comfortable reaching their manager 
when the need arises and that they do 
not feel isolated or neglected.

Many communication platforms 
are geared to serve the condominium 
market today, such as Max Condo Club, 

Jessica Gunawardana, RCM  
Senior Condominium Manager  
Melbourne Property Management 

23



• Audits

• Building Repairs

• Condition Assessments

• Design

• Energy Audits

• Forensic Engineering

• Investigations

• Litigation Support

• Professional Instruction

• Reserve Fund Studies

• Specifications

BEST Consultants Martin Gerskup Architect Inc.

Phone: 416-428-2378

Email: info@bestconsultants.ca

Website:  bestconsultants.ca

BEST Consultants has been 

serving the condominium industry 

with quality and care since 1992.

The Building Envelope Experts

Contact us today for a quote!

24 I CM Magazine WINTER 2021

http://www.regalaluminium.com
mailto:quote%40regalaluminium.com?subject=


ing. The system is a hardwired internet 
connection accessible in the under-
ground parking levels where cell phone 
reception is not always present.  The 
app also provides a parcel management 
system where couriers independently 
scan and drop off packages to a central 
parcel room. The system then notifies 
the resident directly, and the resident, 
by using a barcode, will access the 
room to retrieve their package. Parcel 
management is a very time-consuming 
task for the onsite concierge personnel 

in many residential buildings. Taking 
this task away from the concierge 
provides them with more time to focus 
on essential matters such as the safety 
and security of the building and resi-
dent engagement. 

Promoting a Positive 
Employee Experience

While digital communication 
improves and enhances resident 
engagement, it is also vital in building 
an intelligent workplace and provid-

ing an easy way for organizations to 
communicate in real-time with their 
employees.  In addition to keeping 
employees informed, digital commu-
nication and technology enable all 
employees to have a voice throughout 
an organization. 

In my communities, we have success-
fully created a WhatsApp chat group 
where pictures of common area deficien-
cies noted during inspections, security 
incidents and any pertinent information 
related to the sites are shared amongst 
the team. I have connected the site teams 
of my smaller communities to this group 
so we can share information and knowl-
edge.  Any team member may ask for 
assistance on a typical building issue 
they encounter. I have found it to be a 
very effective way of communicating as 
the responses are quick and informative. 
As businesses change, digital workplace 
platforms can help enable a positive and 
empowered employee experience, allow-
ing them to be more involved and share 
their expertise and ideas.

Shared Purpose and Values
The use of technology has become 

increasingly important, but it’s not 
the only solution. There is still a vital 
role for in-person discussions, town 
halls, videos, and meetings in most 
organizations. However, when used 
effectively, the impact of technology can 
be profound. Management companies 
can be inspirational drivers by setting a 
higher standard of excellence and moti-
vating their employees to join in their 
purpose. This will attract clients who 
love what they are doing, and it is that 
engagement that ultimately impacts a 
company’s bottom line. 

Enabling an excellent resident expe-
rience leads to happy customers and a 
successfully managed community. That’s 
when you will really win! n

Jessica Gunawardana, RCM, has 
been in the condominium manage-
ment industry for the past 15 years and 
her experience ranges from manag-
ing highrise buildings, shared facilities 
with retail to townhome projects. She 
is presently employed with Melbourne 
Property Management as a Senior con-
dominium Manager, managing a port-
folio of 5 buildings plus shared facilities 
in the beautiful Etobicoke area. 
melbournepm.ca
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Think Before You Type:
Responding to Social Media Attacks

others to read that person’s views and 
believe their false statements about you.  

The number one tip when respond-
ing to an online attack: do not type your 
response to the cyberbully but rather 
direct your response to others that may 
read it. Here is an example to illustrate: 

Comment: The management company 
or the manager tickets unfairly and harasses 
owners who pay the managers salary 

You may wish to respond like this,
Response: The nature of condominium 

living requires that rules, determined 
by the Condominium Corporation and 
shared with all owners, are followed. 
These rules are enforced by management 
so that all residents can enjoy a safe and 
inclusive living environment.  Often, tick-
ets are given because vehicles are blocking 
emergency fire routes, accessible park-
ing spots, or reserved parking without 
an approved pass, making it a danger or 
obstacle for others.  Unfortunately, those 
that do not follow the rules that all must 

Have you heard the phrase “keyboard 
warriors”; a person who makes abusive 
or aggressive posts on the internet?  
Some of you may have experienced 
extreme frustration with someone 
anonymously attacking your profes-
sionalism, credibility, or even your 
character online.

Maybe the attacks are not anony-
mous; perhaps someone is blatantly and 
publicly propagating lies about you from 
behind their computer screen.  They are 
hurtful and constitute harassment; make 
no mistake about it.

I know how you feel.  Your head says 
not to care about what someone thinks 
about you when you haven’t done 
anything wrong – but your heart and 
your gut may not be listening to reason.  
You sit at your desk, and you stew about 
it.  You become very sensitive to nega-
tivity, or your emotions run very hot, 
and you are quick to anger.  Maybe this 
leaks into your private life and nega-

tively impacts how you interact with 
your children, family and friends.  Most 
of all, you do not talk about it because it 
upsets you.  I hope I can offer you some 
help with some advice.

I don’t believe that I can fix the inter-
net, but social media platforms, google 
reviews and email have clearly taken a 
toll on society.  Ask any condominium 
manager, and they will tell you.

Tip #1: Don’t Fan the Flames 
The best weapons you have in the 

fight against digital attacks are reason, 
calm, and truth.

There is a tendency to want to prove 
the attacker wrong.  You bombard them 
with facts, act like a lawyer and pick apart 
their claims, or worse, go on the coun-
terattack.  That is a natural response but 
one that may do more harm than good.  
The first question to ask yourself is, why 
do you care about what was written?  
The answer is likely that you do not want 

Dean McCabe, RCM 
President  
Meritus Group Management Inc.
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abide by will be subject to tickets and fines, 
even if they think it is unfair.  

Tip #2:  Publicly Address the 
Attack and Then Take the 
Conversation Offline

You never want to ignore an attack.  Let 
your followers know you are aware of the 
accusation and take steps to address the 
complaint while taking the fuel away 
from the attacker.  You want to defend 
yourself, but not be defensive.  Often 
giving the attacker direction on how to 
submit a legitimate complaint with regu-
lating or legal bodies will stop them in 
their tracks while letting the reader know 
you are not afraid of the allegation.  

Comment: Avoid at all costs! Our 
manager steals from us and pays fraud 
invoices.  Specialists in illegal charges and 
raising fees to deplete funds.  All of the 
managers are crooks!

A suggested response could be,
Response: All our managers follow 

operational standards and adhere to a 
strict code of ethics.  We stand behind our 
reputation of accountability and proven 
satisfaction with our clients.  These are very 
serious allegations, and we suggest that if 

you have proof of such illegal activities, you 
file a complaint with the CMRAO.  

Responses like these are almost always 
met with digital silence.  Your cyber 
attacker has had their say, and they have 
often calmed down and abandoned their 
slanderous campaign – but not always.

If things do escalate, some options 
should be explored.  First is contacting 
the corporation’s lawyer to determine 
if the behaviour or language meets 
the threshold of harassment.  If the 
comments are made in a public forum, 
they may even be grounds for a libel 
claim, although that can be difficult to 
prove and expensive to pursue.

On one occasion, an anonymous 
complainant called one of my managers 
a pedophile in a google review.  I felt so 
strongly that I contacted Google, and they 
had that post removed along with the 
person’s right to post reviews.  Report the 
comment to the social media’s Commu-
nity Standards department to have them 
remove the harassing or libellous claims.

Tip #3: Don’t Get Emotional
Empathy, understanding and compas-

sion are sentiments that some readers 

recognize.  However, others can perceive 
it as sarcasm, and let’s be honest, some-
times it is. A passive-aggressive response 
may only cause the writer to double 
down and escalate the issue.  

Comment: Our manager should be 
fired for harassing us, accusing us and 
threatening legal action.  Good residents 
who pay high fees should not be treated 
this way.  Fire this manager and manage-
ment company, or the owners will!

Avoid responses like this:
Response: I feel bad for people who feel 

attacked or threatened just from a letter 
asking them to follow the rule. It is unfor-
tunate that others have to be subjected to 
someone who feels they are above the rules.  

Instead, you may consider responding:
Response: Enforcing the rules is part of the 

manager’s responsibilities as directed by your 
elected Board. Ultimately, the direction of a 
community is determined by the majority of 
owners using the democratic process set out 
in the Condo Act. I have reviewed the letter, 
and although I did not feel it was harassing 
or threatening, I would be happy to discuss 
this over the phone and hope that we would 
be able to understand each other’s positions 
and resolve these concerns.
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Escalating the content and the 
nature of the complaint are the biggest 
pitfalls to avoid.  When someone digi-
tally attacks you, it is important to 
remember that you are putting your 
responses in public and handing over 
content that can be used against you 
and misquoted in the public domain.  
Therefore, always speak truthfully, 
using facts, not emotion.  

Tip #4: Share Positive Content
In responding to negative reviews 

or comments, always state a posi-
tive benefit your services offer to the 
greater good.  For example, when some-
one complains about being singled 
out for breaking a rule, mention that 
rules are there, not to inconvenience 
some people, but to the condominium 
community a safe place for all.   

The best way to counteract the effects 
of negative attention is to take control of 
the narrative away from your attackers 
and own it.  Use your social media to 
post positive reviews, testimonials, and 
compliments that you receive from satis-
fied customers (of course, always asking 
their permission).   

When Complaints Turn to 
Harassment

Others (I am looking at you condo 
lawyers) may write far more eloquently 
about the nature and legal definitions of 
harassment (. I think it is fair to say that 
harassment is one of those things that 
you recognize when you see it or feel it.

Harassment comes at a much lower 
threshold when it is in a public forum 
like social media.  Luckily, it is possible 
to block harassing individuals on many 
of these sites or remove their posts.  If 
all your attempts to calm the matter 
and resolve the complaint fail, this may 
be your only option.  When doing so, 
publicly state that you have blocked 
them and your reasons, so other readers 
do not think you are hiding something.

Every condominium should adopt a 
Harassment Rule that includes social 
media outlets. I would recommend 
approving one before you are in a 
position where you are dealing with 
harassment from an owner.  The danger 
is drafting a rule perceived as trying to 
silence one owner or group of owners.

There is still a place in our professional 
lives and society in general for civility 

and decorum.  Social media platforms 
and google reviews – however anony-
mous – should not be exempt from these 
standards.

In My Opinion
I believe that those who choose this 

method of attack are not seeking a solu-
tion; they seek to inflict damage and 
pain – and the vast majority of readers 
recognize that. 

I also believe that it is difficult to 
dismiss and discount the opinions of 
others,  even those who you do not know 
or respect.  Allowing someone to pass 
their anger on to you is a destructive 
habit that can have far-reaching effects.  
But if you don’t take it personally and 
can move on from it, you will give your-
self a sense of freedom and liberty. n

Dean McCabe, RCM, is the President 
and Founder of Meritus Group Manage-
ment Inc. and has been a property man-
ager for 28 years. Dean completed his 
fifth term on the Board of Directors of 
ACMO and his third term as President of 
the Association earlier this year.
themeritusgroup.ca
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The Benefits of Hosting
a Virtual Annual General Meeting

owner to attend from wherever they 
can. Many questioned why it has not 
been used before; some corporations 
noted a sharp increase in AGM atten-
dance on the virtual platform.”

Increased Attendance
One of the significant benefits first 

noticed when transitioning to virtual 
AGMs was the increase in attendees. In 
most instances, attendance increased 
by at least 20%, but in some cases, it 
doubled. Virtual meetings allowed 
condominium owners that couldn’t 
always get to in-person meetings for 
various reasons, such as scheduling 
conflicts or mobility issues, to name 
a few, to participate from any location 
that was convenient for them. Higher 
attendance also meant avoiding the 

In 2020, as the global pandemic 
began to take hold and limitations on 
in-person gatherings came into play, 
the question of how condominiums 
were going to hold their mandatory 
annual general meetings (AGMs) arose. 
Meetings of all types, across all differ-
ent industries, quickly moved virtual, 
which became the obvious solution for 
condominium boards.

Many potential difficulties first 
needed to be navigated. What would 
the interaction between the board and 
attendees look like on a virtual plat-
form versus in-person discussions? 
Would attendees’ issues be adequately 
addressed because questions were 
being asked online and could not be 
screened? How would voting work in a 
virtual environment? Once Federal and 

Provincial laws were changed to allow 
virtual AGMs and boards to address 
the potential setbacks as best as possi-
ble, it was time to start holding these 
meetings. It quickly became appar-
ent that the benefits of virtual AGMs 
outweighed the negatives.

“Some board members were excited 
about using technology, while others 
were nervous of this change,” says Gail 
McKee, Senior Property Manager at 
FirstService Residential. “Once we got 
through the first virtual AGM, most 
often board members were thrilled with 
the use of technology and wondered 
what the initial concern was, due to the 
efficiency and ability for the corpora-
tion’s business to be conducted while 
keeping everyone safe and making it 
more convenient for any and every 

Stacey Kurck, RCM, CMCA 
Vice President,  
Client Engagement  
& Business Development 
FirstService Residential 
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often dreaded standing adjourned 
because you have not made a quorum. 
In fact, in Ontario, condominium 
corporations have made quorum 
almost 100% of the time since switch-
ing to virtual AGMs.

With AGMs now taking place in 
a virtual setting, for the first time, 
foreign investors have also been able 
to attend these meetings and learn 
first-hand what issues are being 
addressed in the community they have 
chosen to invest. 

For those that still cannot attend, there 
is now the opportunity for meetings to 
be recorded. This is an added conve-
nience for condominium owners who 
may have missed the meeting or simply 
want to re-watch it.  It’s also another way 
to validate everything that was discussed 
during the meeting. 

It cannot be said enough that the 
convenience of virtual AGMs for all 
participants is a huge advantage. While 
some attendees may miss sitting in a 
crowded room on an uncomfortable 

folding chair, most owners quickly 
adjusted to participating from the 
comfort of their couch or recliner and 
safely distanced from fellow attendees. 
Virtual meetings also make it easier 
for boards to schedule very busy audi-
tors and lawyers often, as no travel time 
means they can participate in multiple 
meetings in one evening. This also 
makes it easier for boards to book special 
guest speakers to take part.

Cost Savings
Perhaps the most significant benefit 

to hosting a virtual AGM is the cost 
savings. While the cost to host an 
in-person AGM can vary depending on 
the size of the condo, audio and visual 
needs, potential table and chairs rent-
als or off-site and space rental come 
into play, the cost of a virtual AGM is 
significantly less. 

For example, looking at an AGM for 
a property that is 300+ units, a tradi-
tional in-person meeting typically 
costs $1,250. When physical distanc-
ing became mandated, the cost rose to 
$2,500 to ensure the meeting was held 
somewhere with enough space for all 
attendees to safely participate while 
properly distanced and included audio 
equipment to ensure everyone could 
hear all that was being said. While there 
is a cost associated with virtual meet-
ings, such as fees for the platform, the 
average was $750.

So, are virtual AGMs here to stay? As 
restrictions on in-person gatherings 
begin to lift and a sense of normalcy 
starts to return, some boards will opt 
to go back to in-person AGMs. Before 
making your decision, it’s essential to 
get feedback from your community to 
determine the best way to host AGMs 
moving forward. Convenience is king, 
and everyone has a busy schedule; many 
will want to continue with virtual AGMs 
so they can participate from a location 
that works best for them. n   

Stacey Kurck, RCM, CMCA, is Vice 
President, Client Engagement & Busi-
ness Development at FirstService Resi-
dential Ontario. In her role, she is re-
sponsible for developing and driving the 
strategic growth, sales and marketing 
plans based on organizational goals and 
objectives that promote continuous 
growth and client satisfaction. 
fsresidential.com/ontario
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BELLROSE IS FULLY INSURED AND BONDED WITH 24/7 SUPERINTENDENT 
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Connecting in the Digital Age
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Bringing Communities Together
in the Digital Condo Landscape

Here are some quick tips property 
managers can utilize: 

• With the aid of technology, 
property managers can truly take 
condo owners everywhere they go: 
online platforms allow owners to 
feel like they’re being kept in the 
loop all the time.

• Exercise restraint. Don’t write 
an epic novel when simple 
words and language will do in 
announcements and bulletins.  
Conversely, writing lengthy 
postings will stop residents from 
reading them at all.

• Balance the frequency of 
content: too many postings and 
announcements will undermine 
the intended effect; only post 
items that are relevant.  

The advent of digital videos and 
photos has made relaying information 
about issues at a condo complex a lot 

From a recent informal survey that I 
took the liberty of conducting for this 
article, I discovered, to no surprise, 
a majority of condominium owners 
prefer to get updates and community 
news online, and only a few prefer 
getting updates from handouts and 
bulletin board postings.  Simply put, 
owners want information presented to 
them at lightning-fast speeds.  Gone 
are the “good old days” when prop-
erty managers would go from door to 
door dropping off notices and newslet-
ters, navigating landmines (sometimes 
almost literally, in the case of condo 
complexes with a lot of pets) along the 
way.  The idea that “we need information 
right now, not yesterday” has become the 
mantra throughout the condo indus-
try. This is why property management 
firms are investing time and financial 
resources in online condominium-based 
community platforms with the likes of 

Concierge Plus, Condo Control Central, 
Yardi, and so many others. It brings a 
strong social media presence, not to 
mention a tool to issue work orders, 
book amenities, and much more.

Embracing Social Media
When it comes to keeping owners 

and residents informed about the daily 
activities of a condominium complex, 
if there’s one thing I’ve learned, it is 
that management firms have no choice 
but to embrace social media and other 
online platforms. With the correct use 
of an online platform, property manag-
ers and the boards we serve can expand 
our point of contact amongst the 
owners and keep them well informed. 
This particular art form of keeping 
owners well informed requires effort to 
understand indeed.  Many factors can 
affect the correct use of social media in 
informing condo owners.  

Bill Lang, RCM, OLCM, BBA 
CIE Property Management  
& Consulting
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easier. Social media and online plat-
forms have drastically changed relations 
between property managers and owners.  
In particular, it changed the way we 
communicate specific repair and main-
tenance issues.  Videos and pictures of 
areas of concern have saved numerous 
hours, not to mention energy in deci-
phering exact concerns owners might 
have – be it leaks, noise concerns, etc.  
The old saying goes: “A picture is worth 
a thousand words.” In my experience as 
a property manager, sometimes it’s more 
like a million (if you’ll permit some 
slight hyperbole).

Additionally, video-sharing undoubt-
edly assists property managers with 
instructional information to residents.  
For sure, this has saved me time and 
energy in the past.  For example, I used a 
video to demonstrate the proper method 
of securing entrance doors to residents 
of a high-rise building.  Importantly, 
owners can now take and send videos 
of specific issues for managers to get to 
the root of the problem and dispatch 
the appropriate work orders for repair.  
Simply put, managers can get to the 
issue’s core faster with less frustra-

tion, and miscommunications can be 
avoided, saving valuable time.  

Building Relationships
The effectiveness and importance of 

social media platforms come down to 
one simple thing – building relationships. 
In today’s world of digital media, under-
standing your condo owners and building 
relationships is simple - if you know what 
you’re doing, of course. Through online 
platforms, property managers now 
understand owners in specific property 
portfolios in ways never seen before.  For 
example, a property manager using social 
media platforms to build relationships 
in demographics consisting mainly of 
students versus a more mature ownership 
base will be different.  Social media has 
changed the way managers and manage-
ment firms interact with owners. In the 
past, the primary method of interaction 
between property managers and owners 
was through handouts, mail (registered 
or otherwise).  In the present digital age, 
owners can simply email or post ques-
tions on an online platform or share 
their thoughts on dreaded complaints. 
To engage in a productive relationship 

with owners, property managers need 
to have a presence on social media and 
online platforms.

However, the desire to engage on 
social media platforms can be challeng-
ing as posts can often contain irrelevant 
information.  Here are some methods 
to create relationships with owners on 
social media and online platforms:

• Establish clear and concise 
communication with owners.  
The property manager is the 
professional who needs to 
maintain their position as 
an authority or expert in the 
industry. Many owners who have 
a strong relationship with their 
property managers share similar 
goals in seeing the condo running 
smoothly.  

• Some owners, not all, seek 
connection with the board and 
property manager, especially 
if they wish to share ideas and 
concerns. The property manager 
must evaluate their tone and 
language in any postings or 
announcements on online 
platforms.  They should convey a 
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welcoming attitude in connecting 
with owners.  

• Take time to understand 
the ownership base. Follow 
conversations on forums to 
seek out specific issues that are 
important to the community.  By 
highlighting how these concerns 
may be addressed, relationships 
with owners can be established 
with trust and understanding. 

Using Social Media 
Successfully

Management firms who engage on 
social media and online platforms have 
higher chances of building relationships 
with the ownership. Engagement with 
owners demonstrates that managers 
are not cold-hearted professionals who 
nonchalantly post mundane informa-
tion just for the sake of it.  Owners are 
looking to connect with managers - this 
is one of the best ways of doing it.

Managers should be mindful of what 
they are posting and assess whether it will 
resonate with the community.  Are manag-
ers providing owners with something of 
which they are concerned?  If not, this can 
open up new issues.  If the owners find 
value, they’ll continue to engage with the 
platform.  Every interaction is an oppor-
tunity to build relationships and deepen 
the condo experience. Additionally, no 
complaint should go unaddressed.  

Social media is continuing to grow, 
and it’s increasingly becoming a preferred 
channel for communication. By utilizing 

online platforms to build relationships, 
managers can benefit significantly by 
helping owners understand the chal-
lenges of their job.  Managers need to 
consistently investigate new ways to build 
relationships with owners to increase 
engagement and provide them with what 
they’re looking for in property manage-
ment firms and managers.

Social media has recently been scru-
tinized for its misuse and is earning a 
reputation for causing more harm than 
good in communities.  This includes 
pitting owners against each other, thus 
adding stress to property managers who 
are dragged into refereeing Hatfield-
and-McCoy-type feuds amongst 
neighbour condo owners.  Conversely, 
online platforms can be used as a 
harmonious instrument for bringing 
communities together. 

Boards of directors and property 
managers have used online platforms 
and social media as a rallying cry for 
gardening committees and volunteers 
to beautify condo communities.  Events 
like this have sparked initiatives across 
condominiums throughout the prov-
ince, with excellent results in bringing 
communities together for a cause.  In 
cases like these, an outpouring of owners 
embracing common goals and can 
generate tremendous support. 

Whether helping new owners under-
stand the act, declaration, by-laws and 
rules of their condominium, social 
media can be an effective way to inform 
owners.  Condominium communities are 

not always cohesive units, and yes, some 
owners are not as engaging as others. 
They might not know their next-door 
neighbour, much less the family down 
around the corner in their townhouse 
complex.  This is an excellent opening for 
social media platforms to help connect 
residents who live in the same condo 
complex but otherwise wouldn’t have an 
opportunity to meet. 

I discovered through experience that 
not every owner necessarily reads the 
notices and newsletters handed out, as 
mentioned above. Still, an increasing 
number of them are checking social 
media and online platforms.  The tools 
provided can function as a community 
bulletin board and act as an avenue to 
request maintenance and repair work.  
Whether it’s notifying owners about 
safety and security issues or just alert-
ing owners to services being performed 
onsite, it’s all about building community, 
and a community is all about trust.  n

Bill Lang, RCM, OLCM, BBA, is a Prop-
erty Manager with CIE Property Man-
agement & Consulting.  To accomplish 
various projects and major initiatives, he 
enjoys expanding communication lines 
between condo directors, owners, profes-
sionals and trades.  He possesses a wealth 
of experience in property management 
and consulting.  Bill currently manages 
condominiums in Guelph, Rockwood, 
Waterloo Region and Hamilton.  He can 
be reached at blang@teamcie.ca
teamcie.ca
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Condominium Managers of 
the Future – Who Are They?

October 2021. A total of 41 responses 
were received, representing a substan-
tial portion of the students then enrolled 
in condominium management courses 
through Ontario Learn.

Survey Results
Anecdotal evidence suggests that 

female managers outnumber males 
in the industry. However, the data 
indicates that 51% of students self-
identified as male. This suggests that if 
there is a difference in gender distribu-
tion in the industry, it is not apparent 
in the student population.

The data shows that the mean age of 
students is 43, with the data not show-
ing significant differences between 
male and female respondents. The ages 
were distributed evenly between 22 
and 60, with a small subset of students 
in their 70s. This provides evidence 
that the industry is attractive for both 
first professional careers and mid/late 
career changes. 

The data shows a significant variation 
in the educational achievement of condo-
minium management students. The data 
indicates that 55% of students have bach-
elor’s or advanced degrees (including 
master’s degrees and Ph.Ds.). A further 
26% have a college diploma or certifi-
cate, with the remainder holding a high 
school diploma or have some college/
university experience without gradua-
tion. No students reported less than high 
school education. This level of education 
compares favourably with the 31% of 
Ontarians who hold a bachelor’s degree 
or higher. This indicates that condomin-
ium management students are on average 
better educated than adults in Ontario.

45% of students reported that they 
completed their high school educa-
tions outside of Canada. I designed 
this question as a proxy to determine 
if a student has an international origin 
and arrived in Canada as an adult, as it 
is unlikely that an individual was born 
in Canada, completed high school 

Condominium Managers of the future 
are condominium management students 

of the present. We know 
that these students are 
taking the four courses 
currently mandated 
by the CMRAO, but 
precious else is known 
about them. To date, 
little systematic research 
has been conducted to 

better understand these students, their 
demographics, backgrounds, skills, and 
experience. This article is the result of 
primary research conducted by myself, 
with the help of ACMO and Mohawk 
College. It aims to bring timely and 
relevant knowledge to the broader condo-
minium community to help the industry 
better understand trends related to staff-
ing and allow them to build inclusive 
companies for a diverse body of incoming 
condominium managers.

I conducted a survey of condominium 
management students in September/

By Michael Trendota, RCM, B.Sc., MBA, Ph.D. Candidate 

Michael 
Trendota
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Special Feature 

Sharing the results from an independent survey, conducted with students 
enrolled in the Condominium Management courses at Mohawk College, to better 
understand trends related to the condominium industry.

abroad, and then returned to Canada. 
Statistics Canada data indicates that 
29.1% of Ontarians were born abroad, 
indicating that the condominium 
management industry attracts a 
substantial number of students with 
international backgrounds and educa-
tions. The study, however, did not ask 
how long a respondent has worked 
in Canada, potentially masking the 
difference between a recent arrival 
and someone who has spent 20+ years 
working in Canada.

The Role Student Play
The remainder of the study focused 

on better understanding the role 
students play in the industry. 

Students were asked if they are 
currently employed in the condo-
minium management industry and 
are currently looking for employ-
ment in the industry. These results 
were analyzed together as they yielded 
interesting results: 33% of respon-

dents reported that they are working 
in the industry and not looking for a 
job (termed “Job Holders”); 19% said 
that they are working in the industry 
and are looking for a job (termed “Job 
Hunters”); 40% reported that they are 

not in the industry and are looking for 
a job (termed “New Entrants”); 5% said 
that they are not in the industry and 
not looking for a job (termed “Other”). 

The new entrants are of particu-
lar interest to the profession as they 
represent students who are not yet 
employed in the industry and are look-
ing for employment within it. These 

students may be without mentorship 
from industry colleagues and may be 
at risk of dropping out entirely and 
not making it into the industry. These 
students may have the most to gain 
from quality instruction and assistance 

with making industry connections. 
Further research is required to better 
understand this group of students.

Job Hunters are of note as well, as 
they are already in the industry and are 
looking for movement. These students 
may be looking to leave their current 
roles due to work environment, lack 
of culture fit, lack of advancement, or 

The new entrants are of particular interest to 
the profession … These students may be without 
mentorship from industry colleagues and may be  
at risk of dropping out entirely and not making  
it into the industry. 

{
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similar external factors. They may also 
be driven by a desire to relocate or simi-
lar internal factors.

The survey respondents were then 
asked if  they were familiar with 
ACMO and if they were members of 
ACMO; 88% of respondents identified 
that they were familiar with ACMO. 
This indicates that ACMO has done 
a good job of spreading awareness 
of itself. Unsurprisingly, the 12% of 
respondents that were not familiar 
with ACMO reported that they were 
not members of ACMO. Of students 
who were familiar with ACMO, 19% 
said that they were members, and 81% 
reported that they were not or that 
they were unsure. Given that ACMO 
membership is voluntary and requires 
active signup, those who are unsure 
if  they are members are unlikely 
to be members. This data suggests 
that an avenue to increase ACMO 
membership might be by increasing 
outreach to condominium manage-
ment students, providing education 
supports, mentor opportunities, etc. 
I leave further discussion of this topic 
to my industry peers.

Conclusions
I have concluded that, in sum, condo-

minium management students are well 
educated and have a high potential to 
succeed in the industry. They are cultur-
ally diverse, are equally distributed 
between male and female students, and 
have a broad age range. They have various 
reasons for embarking on condominium 
management education, primarily to 
enter the industry or advance in their 
current firms. Finally, ACMO has strong 
brand recognition among students, but 
there exists an opportunity to bring 
students into the association. 

I wish to thank ACMO and Mohawk 
College for their assistance in this 
research. n

Michael Trendota, RCM. B.Sc. MBA. 
Ph.D. Candidate, is a college/university in-
structor, a life-long student, a researcher, 
a public speaker, a real estate profession-
al, and President at Alwington Commu-
nities Inc., a condominium corporation 
management firm in Ontario. His twin 
research interests are in condominium 
management and sustainable finance.
trendota.ca
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Cheques are Only Good for 
Paper Cuts – Stop the Bleeding!

technology now fulfills these purposes 
– better than paper ever could.

1) Control
Condo board members have a respon-

sibility for the financial well-being of their 
corporation. A big part of this responsi-
bility is ensuring that only approved 
payments are disbursed. Requiring dual 
signatures on a cheque is the traditional 
way to ensure that money doesn’t move 
improperly. It’s not perfect, though, and 
cheque fraud has become increasingly 
common, with 60% of companies report-
ing it. One of the common cases is for 
cheques to be intercepted in the mail and 
“washed,” changing the payee name and/
or the amount. Many condo corporations 
have fallen victim to this type of fraud.

Digital payment solutions now offer 
far more security and control. Multiple 
approvals can be built into the work-
flow with most systems, and only fully 
approved payments can be released. Since 

How many of us still refer to an 
encyclopedia or a phone book or get 

directions from a 
paper map? For that 
matter, how many of 
us still use personal 
cheques to pay bills? 
Chances are that you 
look up information in 
Google, get directions 

from your nav system or your phone, 
and pay your bills online. 

The paper tools that we once used for 
so many purposes have, by and large, 
given way to digital alternatives that we 
now use every day and take for granted. 
Yet many condominium corporations, 
and the property management compa-
nies that serve them, are still using paper 
bills and cheques to pay their suppliers. 

Cheques cause work, inconvenience 
and problems for condominium 
managers. The property manager often 
ends up being the courier delivering 

cheques for signing. Perhaps you’ve 
found yourself chasing down a board 
member to sign a cheque. Maybe you’ve 
had to make a special trip to deliver 
cheques when you had other things to 
attend to. And almost certainly, you’ve 
had to respond to calls or inquiries 
from vendors looking for a payment 
for a bill which you’ve approved, but 
you have no idea if the cheque has been 
signed, or mailed, or is sitting on some-
one’s desk or kitchen table. 

Let’s look at the three reasons that 
paper cheques have been so stubbornly 
persistent in condo property manage-
ment, how technology addresses these 
three issues and the additional reasons 
why every property management 
company should be offering a digital 
alternative. 

There have been, at least in the past, 
three primary purposes for paper 
cheques – control, review and audit. 
Let’s look at each and see how digital 

Your Condo | Digital Payments

By Wally Vogel
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payments are delivered securely by Elec-
tronic Funds Transfer (EFT), there is no 
opportunity to intercept the payment. 
Note the importance of using  EFT versus 
Interac e-transfer. Interac e-transfers are 
great for person-to-person payments of 
small amounts, but since they rely on 
email, which can be compromised, there 
is still the chance of a payment being inter-
cepted. That is why there are strict dollar 
amount limits for Interac e-transfers.  EFT 
is different in several regards. The funds 
are directed to a specified bank account 
and cannot be intercepted, and due to this 
increased security, there is no dollar limit 
for EFT. Digital payments which leverage 
EFT offer far more control and protection 
than cheques.

2) Review
With controls in place to ensure only 

approved payments are disbursed and 
only to the intended recipient, it is equally 
essential to ensure that the approver has 
the correct information to review. Tradi-
tionally, this meant attaching paper bills 
and backup documentation with a paper 
clip attached to the cheque.

With digital payments, backup docu-

mentation can be attached for review 
and include the bill and meeting minutes, 
engineer’s notes, or even live photos of 
the work performed. Most systems will 
also allow approvers to “send back” bills 
with questions or concerns, and when 
they are addressed, the revised bill will 
come back for approval.

3) Audit
Paper bills and cheques needed to be 

stored for year-end audits and kept for 
seven years – often meaning boxes lining 
the hallway of the property management 
company or money spent on expensive 
offsite storage. Auditors needed access to 
the physical documents to do their job.

With digital payment records, audi-
tors can be granted temporary read-only 
access so that they can research and review 
payables documents remotely, from their 
office or home. And the audit trail can 
include more information like when 
payment was created, who approved it, 
and when and how the supplier was paid.

There are additional advantages to digi-
tal payments – some solutions can accept 
emailed PDF bills directly from suppliers 
and use artificial intelligence (AI) to read 

the bill – saving mail opening and data 
entry. The AI can also detect duplicates 
to save time. If a vendor is asking about 
a payment, you can look it up in seconds 
and know exactly where it is in the process. 
Also, since the digital process eliminated 
the delays in mail time, data entry, pass-
ing cheques around, and filing paperwork, 
payments can be processed more quickly 
so that vendors are paid on time. This is 
important to maintain good vendor rela-
tionships and is a legal requirement when 
the Prompt Payment Act applies. 

Many condo managers report that digi-
tal approvals save them between half a day 
and one day a week. Eliminating unneces-
sary administrative tasks means more time 
spent on the management responsibilities 
that really matter to your clients.

The only thing that paper cheques still 
do is give you paper cuts – isn’t it time to 
stop the bleeding? n

Wally Vogel, CEO of SparcPay Inc., 
has deep experience in financial tech-
nology, focused on practical solutions 
enabling core business functions for 
payment and transaction processing.
sparcpay.com 
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Connecting People, Services, 
and Equipment for Better Living 
While Reducing Your Building’s Carbon Footprint

content with their condo living stan-
dards while ensuring that costs are kept 
to a minimum. That’s a lot of pressure 
to put on one individual. So what’s the 
solution to avoid large, energy-hungry 
HVAC equipment creating a massive dent 
in the operating fund? Connectivity is the 
key to mainly keeping old, outdated, and 
constantly operating equipment in check. 
At the forefront of condo connectivity is 
the Building Automation System, or BAS. 
Implementing smart technology identi-
fies and prevents wasted energy, putting 
money back into your budget.

Connecting People and 
Energy Technology

All it takes is being proactive with an 
Energy Audit to investigate where you 
are using the most energy, connecting 
mechanical systems to be accessible with 
any device, fine-tuning the equipment 

Smart Building Control Systems are 
generating a lot of buzz these days, with 

fancy terms like “cloud 
control,” “AI-driven,” 
and “carbon nega-
tive” to contemporize 
decades-old technol-
ogy as the next fad for 
today’s condo owners. 
Digital devices have 
come a long way with 
technological capa-
bilities and, more 
importantly, lower 
fees to purchase and 
maintain devices and 
software. Once upon 
a time, “proprietary 

systems” reigned over the reduced carbon 
footprint landscape because building 
managers had limited knowledge and 
technical expertise. Condo boards were 

subjected to purchasing costly technol-
ogy, with reports generated in technical 
formats more suited for plant operation 
managers than property managers. Not 
anymore! More resources and products 
are available on today’s market geared 
towards giving control and visibility to 
condominium managers and comfort to 
residents, all while putting money back 
on the books.

As the world has become increas-
ingly digital over the years, the cost to 
obtain and monitor data has become 
more affordable and user-friendly. 
Single-family homes were the first to 
implement smart thermostats that record 
energy consumption, control tempera-
tures, and count the dollars saved daily. 
Condominiums have missed out on this 
digital revolution yet, needed it the most. 
Condominium managers are constantly 
under pressure to ensure residents are 

Your Condo | Building Automation Systems

By Fan Fong and Nancy Zdravko
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to meet manufacturer specifications, 
controlling peak hours, and minimizing 
financial impact. Sounds simple enough, 
but where do you start, and how do you 
transition to being a SMART BUILDING?  
And do you really need to implement it? 
You’ve managed to balance the budget by 
running old systems on local controls that 
are unmonitored but are paying untold 
amounts of money in energy waste each 
year. Why switch now?

It’s all about the connection we make 
with people and machines using tech-

nology. We do it in our personal lives, so 
why not with the buildings we service? 
There is a real benefit in going digital 
and connecting people with services and 
mechanical systems using BAS. Just imag-
ine having the convenience of complete 
control and awareness of the building 
24/7 with real-time reporting and annual 
measurable savings. There’s also the 
benefit of shielding your building from 
the recently imposed Carbon Tax Policy, 
which is expected to jump 340% from the 
previous cap and increase gradually from 

2022 to 2030. Unfortunately, that is not a 
typo; it is the ugly and profound truth 
that impacts all condominium boards!

The Carbon Tax Policy
Did you know that while most people 

were doing their holiday shopping in 
2020, the government introduced a New 
Carbon Tax Policy? This silent issue that 
fell under everyone’s radar during the 
last election removes the $50 a ton cap 
by 2022 and increases it to $170 a ton by 
2030, which means that the rate of an 
annual increase will accelerate from the 
current $10 a year to $15 a year starting 
in 2023. The long-term effects of this 
policy will have natural gas costs more 
than double by 2030 for all consumers 
– including condos. This leaves many 
corporations in a precarious position 
– condominium managers will need 
to budget a 5% increase in natural gas 
expenditure until 2023 and a further 
7% increase every year until 2030. This 
financial strain is compounded further by 
the continuous rising costs in water and 
hydro. Is your condominium prepared to 
handle these exponential costs?

A Two-Tiered Plan
Implementing complete energy 

management with a two-tiered plan by 
retrofitting more efficient equipment and 
effective operation of the current equip-
ment will help mitigate these increasing 
costs. The first tier – increases efficiency, 
benefits the building by lowering the cost 
of heating by consuming less natural gas 
to produce the same output. In most 
buildings, the total cost of ownership 
and the cost to own and operate equip-
ment over its expected life span are not 
reflected on the reserve fund study or 
operating fund. Unlike cars, which have 
depreciation as the highest portion of 
their total cost of ownership, natural gas 
equipment such as boilers and make-up 
air units have a whopping 90% or more 
of their total ownership cost attributed to 
fuel. To put this into perspective, a five-
boiler system in a condominium may 
cost around $350,000 to install. Over its 
20-to-25-year rated lifespan, that same 
boiler system will use over $3,000,000 
in natural gas, an average of $150,000 in 
natural gas a year – not accounting for 
inflation or the proposed Carbon Tax 
increases. In cases like this, it may be wise 
for the building to perform a cost-benefit 
analysis and determine if they will save 
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money by retrofitting their equipment 
earlier, either in whole or in part.

The second tier solution requires 
transitioning into a smart building, 
generating cost-effective operations of 
the existing equipment by installing a 
BAS, which allows scheduling of equip-
ment to shut off when it is not required 
to operate or reduces equipment speed 
and energy consumption. Many build-
ings overheat or cool unoccupied 
rooms and hallways, which is energy 
spent for the benefit of no one. Moni-
toring the building with an automation 
system to reduce energy waste is often 
cheaper than replacing equipment 
and provides a more attractive return 
on investment, with typical project 
paybacks of 2.5 years or less. The BAS 
also provides building managers and 
residents insight into individual equip-
ment’s energy consumption, which 
could be adjusted to meet a savings 
target or budget.

Smart Building Benefits
Another added benefit of a BAS is 

less foot traffic entering the building. 
Many problems with the building’s 

HVAC equipment, such as nuisance 
shutdowns, could be solved via remote 
troubleshooting. Identifying a piece of 
malfunctioning equipment before a 
technician is dispatched will allow the 
service provider to solve the issue in 
one visit, parts included. A good BAS 
will send out alarms when equipment 
malfunctions, which prevents a minor 
repair from becoming an extensive and 
costly replacement.

Energy waste also comes with an 
environmental cost, as most of the 
heating equipment runs on natural 
gas, emitting carbon dioxide. This is 
reflected in the skyrocketing cost of 
using hydrocarbon-based fuels and 
the tax associated with them. The most 
effective way to address this increase 
is to proactively reduce total carbon 
consumption and lower the build-
ing’s carbon footprint. Smart Building 
controls counter energy waste and the 
carbon tax policy while putting money 
back in your budget, helping control 
temperature conditions for residents, 
reducing the building’s carbon foot-
print, and increasing the overall asset 
value of your building. Digital connec-

tions between people, mechanical 
systems and services are a true and 
sustainable benefit and one that can 
no longer be ignored. n

Fan Fong, Director of Energy Man-
agement for Complete Energy Services, 
has over 15 years of experience in en-
ergy management, developing onsite 
power generation, building controls, 
and mechanical retrofit projects. With 
CES, Fan has identified and realized 
over $30 million in energy savings and 
counting for condos.

Nancy Zdravko, Director of Mar-
keting & Brand for Complete Energy 
Solutions, has an insatiable thirst 
for excellence, pioneering industry-
changing digital marketing initia-
tives. An accomplished marketing 
professional with an innate ability to 
increase brand loyalty while engag-
ing consumers and creating unprec-
edented awareness for products and 
companies. Over two decades’ worth 
of recognition for B2C & B2B in com-
munications and marketing efforts.
thecompletegroup.ca
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It takes a special kind of person to become a condominium 
manager. Frankly, it’s a job I do not envy, especially lately, as we 

deal with the fall-out of a pandemic that has 
gone on longer than anyone ever expected. 
Not only are managers expected to know 
something about everything, from condo law 
to plumbing, but they are also often caught 
in the middle between owners and boards 
and seen as the “bad guy” or someone to hate. 

As a condo owner myself, I hear my neigh-
bours complaining about the management of the building all 
the time; “Why won’t the manager open the pool since gyms 
are allowed open now;” and “since the facilities have been 
closed, why don’t they give me a refund on my condo fees;” 
or “the manager sent me an email telling me I’m not allowed 
to park in visitor parking anymore, how dare they!” I have to 
remind them that managers did not make these rules; it’s just 
their job to enforce them. The manager merely communi-
cates the decisions made by the board of directors we elected. 
I explain the role of a condominium manager, and I am always 
met with “Oh, I didn’t know that.”

The Role of a Manager
I’ve learned enough in my few years working for ACMO 

about the responsibilities of a condominium manager. They 
respond to owner complaints, ensuring the maintenance and 
repair of the property. They hire the service companies and 
contractors and negotiate the contracts on the owners’ behalf, 
but they have no control over supply shortages or delays in 
service. They supervise all regular operations like preventive 
maintenance of the mechanical equipment, elevators, fire 
safety system, emergency generator, etc. But they don’t decide 
which service provider is chosen for the job. They draft the 
annual budget and oversee the reserve fund, ensuring that it 
is spent most efficiently. But they don’t decide if the common 
expense fees increase. Managers also advise the condo boards 
on financial responsibilities and compliance with the Condo-
minium Act, 1998, to ensure that board decisions do not break 

Viewpoint

The Misunderstood Manager  
and Social Media Bullying

any laws. But they don’t tell the board what to do. They do 
much more, but as you can see, most of their job is running 
the day-to-day business of the condominium corporation on 
behalf of all owners. Very little has to do with making rules 
to restrict your freedoms.

Living in a condominium community is different from a 
single-family home, where all you have to think about is your-
self. Rules and by-laws are created for condos to maintain order, 
keep the community safe, keep property values high, and allow 
all the owners and residents to live peacefully together, shar-
ing the property. Unfortunately, some owners and residents are 
unaware of the rules, even though they were all given a copy of 
the corporation’s constitution when they moved in. Or they may 
simply disagree with the rules and refuse to abide by them. In 
any case, when the manager or security confronts them, they 
deflect the blame and accuse the manager of unfair treatment, 
and some go as far as to share their anger on social media.

Social Media Trolls
Recently, there has been a lot of news about smear campaigns 

on social media against managers and management firms. 
Some have been downright harassing and implying violence, 
making some pretty serious allegations without factual proof.

It’s easy to vent frustration and post angry comments on social 
media when you are hiding behind a wall of anonymity, hoping 
that others will agree with you, join in, and affirm your feelings 
of being mistreated. Misery loves company. More often than not, 
these are people who feel the rules don’t apply to them; the same 
people who park in accessible parking spaces or fire lanes because 
they are in a hurry, feel they don’t have to wait in line with the 
rest of us, don’t pick up after their dogs, won’t wear a mask on an 
elevator, troll people online for fun – I could go on and on. Their 
angry posts are usually the result of being caught and fined for 
breaking a rule or not getting their way with management.

Unfortunately, the people reading these posts have no idea of 
the events leading up to these posts or the facts of a situation. 
And if there are enough negative comments, people may start 
to believe them. The Illusion of Truth Effect (or Illusory Truth 

Tracey 
Doherty
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Effect) is a psychological phenomenon 
where repetition makes statements easier 
to process relative to new or unrepeated 
statements, leading people to believe 
that the repeated conclusion is more 
truthful, whether it is or not. Because of 
this phenomenon, people then tend to 
think false information is correct after 
repeated exposure. This is why disgruntled 
people post many comments, repeat-
ing their negative views and hoping that 
others will add to the discourse validating 
their anger. Once a post is out there, the 
damage could already be done even if it 

is deleted right away. Therefore it must be 
responded to immediately. 

As a marketing professional for over 
two decades, I want to assure manag-
ers and management companies that, 
although these attacks seem personal 
and extremely hurtful and demotivat-
ing, they can be managed professionally. 
Most users of social media are becoming 
more savvy and aware of internet trolls, 
taking bad reviews with a grain of salt. 

The best way to address these emails 
is to acknowledge the post and move 
the discussion offline to resolve it. When 

responding, don’t apologize or admit to 
any accusations, but show empathy and 
rephrase their concern. Use facts and 
avoid getting emotional, defensive or 
argumentative. Offer a phone number 
that they may contact you at to discuss 
their concerns. You want other readers to 
see that you are not avoiding a complaint 
but addressing it professionally. This 
usually stops the troll from posting more 
angry comments when they didn’t get the 
fuel they wanted to keep the fight going. 
And, it lets other readers know that you 
are taking the comment seriously but 
have the courage of your convictions. 
This is also the best policy for legitimate 
complaints and reviews as well.

A Word of Encouragement
Being a condo manager is hard enough 

without the added stress of negative social 
media; one wonders why they would keep 
doing it. The answer is passion. Condo-
minium managers are some of the most 
passionate people I have met. They love 
their jobs, as stressful as they might be. 
They thrive in managing budgets and 
major projects, problem-solving, and 
helping owners and residents – all with 
little recognition or thanks. They enjoy 
taking on challenges and learning new 
skills to make them better condominium 
managers. They pride themselves on this. 
Personal attacks on social media against 
their character by those who don’t under-
stand their role are undeserved.

I want to take this opportunity to 
thank all condominium managers and 
management firms for their dedication 
and hard work during the pandemic in 
keeping our condo communities running 
safe and sound. The silent majority of 
owners and residents appreciate all you 
do by the mere fact that they don’t need 
to concern themselves with the manage-
ment of their property – because you do.

I encourage all owners to take some 
time to thank their condominium manag-
ers for all they do. It just may give them the 
encouragement they need to overcome the 
negativity they face daily. n

Tracey Doherty is the Manager of 
Marketing and Communications for 
ACMO and the Editor for CM Magazine. 
She is also a graphic designer with over 
20 years of experience in creative mar-
keting for various industries and con-
sumer products.
acmo.org
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Prompt Payment Compliance:
Nine Things Condominium Managers 
Must Start Doing Today

accounted for the changes and are ready 
to address contractor invoice requests in 
a new fashion.

A typical contract used in the 
construction industry is the CCDC-2 
Stipulated Price Contract. Addition-
ally, the payment terms in the CCDC-2 
contract are commonly seen through-
out the industry in purchase orders and 
quotes directly from contractors. In this 
contract, the payment process works as 
follows:

1. the contractor submits an invoice to 
the consultant;

2. the consultant has ten days to review 
and, if approved, issue a certification of 
payment to the owner; and

3. upon receipt of this certification of 
payment, the owner has 20 days to issue 
payment to the contractor.

See image 1

Over 2018 and 2019, the Construction 
Lien Act was updated to the Construction 

Act with the following 
two most significant 
changes:

1) the statutory Hold-
back release period was 
increased from 45 days 
to 60 days; and

2) the introduction 
of a new prompt payment and Adju-
dication regime. 

The most common problem with 
the old system was that invoices 
were often not paid until 50 or 60 
days after being submitted/certified. 
This non-payment was often not 
due to excessive disputing of values 
but most frequently because of slow 
processes or administrative delays. The 
construction industry has deemed this 

unacceptable, and the law has been 
altered to correct those issues.

The new regime gives the contrac-
tor and sub-contractors a method to 
ensure payment is made when it is 
rightfully due, without terminating 
the contract for non-payment and 
walking off-site (which benefits no 
one. Contractors want to complete 
the work and get paid, and owners 
and condominium managers wish 
to complete their projects on time 
without complication. It also gives all 
parties, owners and CMs included, a 
way to resolve payment disputes rela-
tively quickly and at a  lower cost.

Over the last two years, we’ve seen 
various condominium corporation 
construction projects bump up against 
these changes in the legislation. The 
best-prepared corporations have 

Your Condo | Construction Act
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Firms Successfully Passing the ACMO 2000 Compliance Audit:

TIMES PROPERTY MANAGEMENT INC.
Effective September, 2021

CONNIUM MANAGEMENT INC.
Effective November, 2021
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We see common issues in this 
contractual payment process while 
dealing with condominium owners: 
board meeting frequency, cheque 
creation frequency, and non-contrac-
tual evaluation.

See image 2
This process often includes an 

additional, non-contractual review 
by the condominium board, despite 
the review by the consultant. This, 
coupled with administrative issues 
such as infrequent meetings and 
limited release of cheques, can cause 
payment to take 40-60 days.

The new prompt payment regime 
is now law, and as such, supersedes 
any contractual stipulations, and 
therefore, cannot be contracted out 
of. Additionally, there is explicit 
language in the Act that states that 
the owner’s requirement is to meet 
the review timelines and cannot rely 
on the review of the invoice by a third 
party. The CCDC-2 payment terms will 
still exist, but they will effectively be 
governed and must conform with the 
new regime.

The new system is based on 7-day 
intervals. The system works as follows:

1. The contractor submits a proper 
invoice to the owner;

2. The owner has 14 days to issue a 
Notice of Non-Payment; 

3. If a notice is not issued, the owner 
must pay the contractor in full on 
or before 28 days from the date of 
the submission;

4. Upon receipt of payment from 
the owner, the contractor must 
pay all sub-contractors and 
suppliers within 7 days; and

5. If the owner issues a Notice of 
Non-Payment within 14 days 
following receipt of a proper 
invoice, the contractor must notify 
all sub-contractors and suppliers 
of the non-payment within 7 
days to advise them that they will 
not be paid when expected. If the 
contractor does not notify their 
sub-contractors within 7 days, 
they must pay them in full.

See image 3
Partial payment must be made 

for the undisputed portions of the 
invoices, despite the Notices of Non-
Payment. 

If the owner does not provide a 
Notice of Non-Payment, and 28 days 
pass without payment, the contrac-
tor can provide notice to commence 
the Adjudication Process. We expect 
that in the case of non-compliance 
where the owner provided no notice, 
following the Adjudication Process, 
the equivalent of a court order will 
be issued against the owner and 

payment to the contractor in full will 
be required, even if there are reason-
able grounds to dispute the invoice.

What Is A Proper Invoice?
Recall that we mentioned that the 

contractor must submit a ‘proper’ 
invoice above. This is a new term defined 
in the Act as an invoice containing the 
following information:

1. The contractor’s name and 
address;

2. The date of the invoice and 
period of service/supply of 
materials;

3. An identification of authority 
of service/supply of materials 
(PO#, contract reference);

4. A description, including 
quantities, of service/supply 
of materials;

5. The amount payable and 
payment terms;

6. Name and contact info of person 
to whom payment is to be sent, 
and

7. Any other information required 
by the agreement.

If all of these terms are met, the 
14-day and 28-day countdowns 
start. However, if one or more of the 
conditions are not met, the invoice 
could be declared improper, and this 
countdown would not begin until the 
invoice is corrected.

If the invoice is proper and sent 
from the contractor to the owner, it 
will trigger both the-14 day and 28-day 
countdown.

Role Of The Consultant 
Within The New Regime

While many projects are completed 
that don’t require a consultant, they are 
often engaged to perform the contrac-
tual role of payment certifier. 

The new prompt payment section 
of the Act stipulates that a mandatory 
review by an external payment certi-
fier cannot be “contracted in,” meaning 
that you cannot place the owner’s 
responsibility in payment terms on the 
consultant. It is the owner’s ultimate 
responsibility to ensure conformance 
with the timelines of the new regime, as 
well as the submission of proper notices 
of non-payment.

 6.13 (1) Proper invoices shall be 
given to an owner on a monthly basis 
unless the contract provides otherwise. 

 

Image 1: Past Payment Certification Process (CCDC-2)

 

Image 2: Common Condominium Payment Process (CCDC-2)
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2861 Sherwood Heights Drive, Suite 28  •  Oakville, Ontario  L6J 7K1

Tel: 905-847-6618  •  Fax: 905-847-8226  •  www.encocaulking.com

Featuring Repairs, Assessments and Reporting on:

Caulking  •  Glazing  •  Leaks  •  Fire Stop  •  Smoke Seal  •  Custom Expansion Joint Solutions

Flashing  •  Curtain Wall  •  EIFS  •  Multi-Component Spray Foam

Rigid & Semi-Rigid Insulation  •  Water Repellant Coatings  •  Free Estimates

Fully Trained and Certified in Bosun’s Chair, Swing-stage and Scaffolding Applications

LEED Platinum Certified Products

30+ Years Experience in Building Envelope & Restoration

There When 
You Need Us
At Crossbridge, we’re 100% committed 
to making your experience the best that 
it can be. As the leading condominium 
property manager in Ontario, we help 
to create great communities by focusing 
on the needs of owners and residents 
with a level of service that is second-to-
none. Our experienced team members 
are just a call away and are always 
ready to help. 

crossbridgecondominiums.com

For more information, contact us today
Sandro J. Zuliani | szuliani@crossbridgecs.com | 416-354-1926
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2017, c. 24, s. 7.
6.13 (2) A provision in a contract 

that makes giving of a proper invoice 
conditional on the prior certification 
of a payment certifier or on the owner’s 
prior approval is o0f no force or effect. 
2017, c. 24, s. 7. 

6.13 (3) For greater certainty, 
subsection (2) has no application to a 
provision in a contract that provides for 
the certification of a payment certifier 
or the owner’s approval after a proper 
invoice is given. 2017, c. 24, s. 7. 

Where CCDC-2 and the 
Prompt Payment Legislation 
Conflict

The CCDC-2 agreement serves as a 
good proxy for any type of construc-
tion project agreement that an owner 
enters into with a contractor whereby 
they look to an independent consul-
tant to review the work or certify 
progress billings. The new regime 
conflicts with this commonly under-
stood methodology in 3 key ways:

1. No clear space for Consultant 
review.

2. Less time to issue payments.
3. Owner-led requirements for 

notices of non-payment.
The owner or condominium 

manager is often not qualified to 
ensure works are completed to certify 
payment.  The role of the consultant, 
as described in CCDC-2, now works 
adjacent to the legislation and must 
be redefined as their certification is no 
longer the gatekeeper to payment, the 
submission of the invoice is.

The CCDC-2 allows a consultant 
10 calendar days to certify a payment. 
The legislation allows 14 days for an 
owner to dispute a payment. Envi-
sion a scenario where the consultant 
certifies the payment on Thursday, 
the 10th, before a long weekend. This 
would leave the property manager or 
owner with less than one day to review 
and issue notices of non-payment on 
Monday, the 14th.

The CCDC-2 generally lays the 
responsibility of a task with the party 
that is in the best position to control 
it. As the legislation does not make 
provisions for a Consultant, the 
responsibility for notices, disputes, and 
defence within the adjudication process 
is envisioned as Owner-led, who are not 
necessarily the best party to do so. 

How Can Property Managers 
Be Prepared?

1. Draft proper invoices should 
be submitted, reviewed, 
evaluated, disputed, and 
negotiated in a draft format 
prior to issuance to the 
condominium manager as a 
proper invoice; 

2. Ensure the contractor knows 
that all invoices are to be sent 
to the owner and a consultant 
(if required) simultaneously;

3. Insist that all payment 
certifications be issued by 
consultants within 7 days;

4. Condominium managers 
must, or must insist 
consultants, notify all parties 
of the status of the invoice. If 
a manager knows an invoice 
is being evaluated, they can 
make an effort to ensure 
payment can be made within 
the windows, even before it is 
certified;

5. Improper invoices, in any form, 
must be promptly and clearly 
rejected; 

6. Take advantage of the 
provision in the legislation, 
which allows for the inclusion 
of “any other information 
required by the agreement” 
to enforce monthly inclusion 
of standard documents such 
WSIB clearance certificates, 

statutory declarations, and 
schedule updates in proper 
invoices. 

7. Be aware that in the event that 
a contractor sends a proper 
invoice to the condominium 
manager that the clock has 
started, whether or not they 
have reviewed it; 

8. Ask the consultant to use the 
Certificate of Payment as a 
reminder to the condominium 
manager of the exact deadlines 
and procedures for providing 
notices of non-payment and 
due dates of payment itself; 
and

9. Make sure your board’s and 
management company’s 
procedures are set up to pay bills 
within 28 days of issuance.

We’re stil l  seeing non-proper 
invoices being submitted, and as 
such, it’s likely that word isn’t entirely 
out yet to all contractors. It’s, there-
fore, more important than ever that 
condominium managers ensure their 
processes are air-tight before they are 
challenged. n

Justin Tudor, P.Eng. is the Presi-
dent and Senior Project Manager at 
Keller Engineering, a multi-discipline 
engineering firm providing restoration 
and maintenance constancy services 
throughout Canada.
kellerengineering.com

 

Image 3: New Construction Act Payment Process
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Getting to Net-Zero:
Improving Your Building With Support 
From the City of Toronto

The Tower Renewal STEP 
program for multi-residential 
buildings

The Sustainable Towers Engaging 
People (STEP) Program is recommended 
as the first step for any multi-unit resi-
dential organization looking to begin 
its retrofit journey. Since the program 
started, staff have helped almost 400 
residential buildings reduce operating 
costs, improve building performance and 
resilience and enhance tenant comfort, 
satisfaction and retention. The free 
program is open to condominium corpo-
rations located in Toronto, built prior to 
1985, and eight stories or taller. 

STEP encompasses six key areas: energy, 
water, waste, operations, safety and 
community. To identify opportunities for 
improvement, city staff offer benchmark-
ing of building performance on energy, 

The City of Toronto’s Net-Zero 
Existing Buildings Strategy has set the 

stage for all existing 
buildings in Toronto 
to reduce their green-
house gas (GHG) 
emissions to net-zero 
by 2050. To reach this 
important goal, all 
existing buildings will 
have to be significantly 

transformed and retrofitted.  
The strategy supports Toronto’s 

TransformTO climate targets, creating 
performance targets to limit greenhouse 
gas (GHG) emissions from buildings 
and create a pathway to achieve net-zero 
emissions by 2050 or sooner.

A number of programs and supports 
are available from the city to help build-
ing owners undertake deep retrofits that 

maximize carbon reduction and commu-
nity benefits. Condo boards can access 
low-interest financing, technical exper-
tise and support through these programs, 
including the Tower Renewal program, 
Navigation & Support Services, and 
Energy Retrofit Loans. 

Bui ldings  generate  approxi-
mately 55 percent of greenhouse gas 
(GHG) emissions in Toronto today 
and represent the greatest opportu-
nity for meeting our climate targets. 
All three levels of government have 
reaff irmed their  commitments 
and investment in reducing green-
house gas emissions and accelerating 
Canada’s climate change response.  
Building owners are encouraged to take 
proactive action to improve energy effi-
ciency to ensure they meet future energy 
performance targets. 

Your Condo | Energy Efficiency

By Duncan MacLellan, CEM, City of Toronto
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packaged terminal air conditioner (PTAC) 
units make the building an ideal candidate 
for a heat pump retrofit. The build-
ing management plans to replace their 
single-pane windows with low-energy 
high-performance ones and integrate 
them into their capital planning. Other 
recommendations included super-insu-
lating the original roof to a minimum of 
R-60, resulting in reduced sizing of HVAC 
equipment and improved resilience in the 
event of power outages. 

The recommendations report 
outlined multiple measures that could 
be implemented in all six STEP areas, 
from strengthening tenant engagement 
through welcome packs, regular commu-
nications with residents to enhanced 
waste diversion practices and build-
ing staff training. Program staff also 
connected the board to financial incen-
tives, such as the City’s Eco-Roof 
Incentive Program, which supports the 
installation of green roofs and cool roofs 
on all types of buildings in Toronto.

City Financing
Working with the board, the city iden-

tified a financing solution that could 
preserve the building’s reserve fund and 
enable the board to select higher effi-
ciency retrofit options. The City’s Energy 
Retrofit Loan Fund (ERL) would support 
up to 100 percent of the energy efficiency 
retrofit costs. The ERL loan fund offers 
low, fixed-rate financing for up to 20 
years, no penalty for early repayment, 
and a payment-free construction period. 
Once the board confirms their interest 

water and waste, an on-site holistic assess-
ment, and a customized action report, all 
free of charge. The detailed, customized 
report shows specific areas with the great-
est room for improvement and potential 
savings. Staff engage with the participating 
organization to support continued action 
on improvements and provide an updated 
benchmark report within three years of 
the original assessment date to show the 
progress achieved.

Positive Outcomes: Building 
Finds Additional Savings

Recently, Tower Renewal staff worked 
with a 20-storey condominium, located in 
the GTA, built in 1973. The condo board 
approached the city to address concerns 
with unusually high demand for electricity 
linked to cooling needs. While the STEP 
benchmarking program confirmed that 
the condo was performing in the top 10 
percent range in the energy, water and 
waste categories of our benchmark, it veri-
fied that savings were still possible in many 
areas. Based on the benchmark, there was 
a 38 percent savings potential in cooling 
electricity, representing about $25,000 of 
annual utility savings. An opportunity to 
reduce water consumption by 23 percent, 
representing savings of more than $38,000 
per year, was also identified. 

City staff also met with the property 
and energy managers for a virtual walk-
through assessment – a comprehensive 
process of understanding how the building 
operates to provide recommendations for 
improvements. The assessment revealed 
that the building’s electric baseboards and 

in the ERL program, City staff will assist 
in preparing the applications and answer 
any program questions.      

Additional City Supports 
What other City programs can help 

to guide your building through the 
retrofit process?  The City’s Navigation 
and Support Services program can help 
you take a deeper dive into the energy 
consumption and emissions reduction 
possibilities present at your building. 
Through detailed engineering analy-
sis, recommendations are provided on 
prioritized next steps for reducing build-
ing energy consumption and emissions. 
Program staff also help building owners 
in accessing and applying for applicable 
project incentives.

Getting Started
To take advantage of the City of Toronto 

programs and financing that can help you 
be proactive in reducing emissions and 
improving the resilience of your building, 
contact City staff at  BBP@toronto.ca or 
Tower@toronto.ca with the details of your 
building, and staff will direct you to the 
right program for support. n

Duncan MacLellan is a Project 
Manager in the City of Toronto’s Envi-
ronment and Energy Division.  He is re-
sponsible for outreach and intake for all 
existing building programs.  Previously, 
Duncan has worked in the conservation 
departments at Toronto Hydro and oth-
er utilities across the GTA. 
Toronto.ca
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Professional Services, Suppliers & Trades
Directory

Brian Silveira
brian.silveira@sunriseroofingltd.ca
www.sunriseroofingcontractors.ca

Sunrise Roofing
Contractors Inc
891 Kipling Ave

Toronto, ON
M8Z 5H2

c: 416-989-6069
b: 416-255-1477

COMMERCIAL | INDUSTRIAL | RESIDENTIAL

Tator, Rose & Leong
Chartered Accountants

Edmund Leong, B. Comm., CPA, C.A. 
edmundl@tarole.ca

160 EGLINTON AVE., EAST

SUITE 603
TORONTO, ONTARIO M4P 3B5

TEL. (416) 924-1404 ext.225 
FAX (416) 964-3383
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RCM Profile

Mentor(s) in the industry: Emile 
Deslongchamps, RCM, ACCI IA 

What path brought you to a career 
as a condominium manager? I grew up 
in a condominium management family.  
I followed in my family’s footsteps.

How has your membership in 
ACMO helped you in your career? 
Securing my RCM early in my career 
provided valuable training about indus-
try best practices in all fields of study. 
ACMO’s continuing education and 
professional development continue to 
provide a constant source of current 
and up-to-date information on the ever-
changing aspects of the condominium 
management industry.

What is one must-have skill for a 
condominium manager? Why? There 
are actually three must-haves:

· Organization
· Time Management
· Communication 
There are numerous deadlines and 

requirements to the manager’s job 
which cannot be missed.  Good time 
management, careful annual and peri-
odic planning organized electronic data 
retrieval systems are all crucial to ensur-
ing that information is available when 
required, that deadlines are met and that 
expectations are consistently exceeded.

Tell us about a personal success story 
on the job. Condominium Management 
success stories in the pandemic world are 
“either hard to spot” or “they are every-
where” – it depends on your perspective!  
The challenges have been many!  Certainly, 
our long-lasting and positive working rela-

and owners/ owners/residents informed 
of important information.

Best business advice you ever 
received. Don’t take it personally. Keep 
your sense of humour.

Answer this statement – I am an 
RCM because…Condominium Manage-
ment is my chosen career.  I decided to 
become a Registered Condominium 
Manager because of the high standards 
to which RCMs are held and the resources 
available through ACMO for education 

and continuing development.
Where do you see yourself in five 

years?In five years, I will still be the 
proud Principal Condominium Manager 
at our family-owned boutique condo-
minium management firm, working with 
our family’s third generation of RCMs.

What recent project that you 
completed can we highlight? DES 
Services currently manages the 1st year 
activities of an innovative and unique 
residential condominium, Zibi Kanaal, 
one of the very few residential properties 
in the world adhering to the One Planet 
Living Framework.  This unique condo-
minium relies on effluent energy recovery 
from a local industrial for heating and on 
the Ottawa River for cooling! n

tionships with boards, owners/residents, 
and professional and contracting “part-
ners” in the industry are a success story.  

Through the difficult times experi-
enced by all over the last 24 months, we 
are blessed to benefit from the cooperative 
approach and support/understanding 
offered to us by our clients as we work 
to adapt (daily, it seems) to the changing 
world and regulations around us.  

We have also definitely been privileged 
to see our clients through challenging 

times, with contractor and staffing short-
ages, owners’ and residents’ concerns/
inquiries/anxiety over Covid rules/poli-
cies.  In all instances, matters are resolved 
at the end of the day and with a bit of 
luck/patience, we get to learn to know 
one another even better and support one 
other through unprecedented times.

What’s your biggest challenge as 
a manager? What’s your favourite 
part of the job? The biggest chal-
lenge for all condominium managers 
in today’s world is finding ways to cope 
with the ever-increasing email load, all 
while everyone expects an instantaneous 
reply to inquiries, fulfilling the contrac-
tual requirements of the management 
agreement and keeping board members 

Josée Deslongchamps
Designation(s): RCM, LCCI
Company: DES Services Inc.
Year entered the profession: 1986
Year RCM obtained: 2002

I decided to become a Registered Condominium 
Manager because of the high standards to which 
RCMs are held and the resources available through 
ACMO for education and continuing development {
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Shining a light on an ACMO 2000 Certified 
Management Firm choosing to offer a higher 
standard of service to elevate their business.

care experienced by our valued clients, our team at DEL, the 
condominium property management profession, and the 
condominium concept itself.

Fourteen years ago, we appointed Catherine Murdock as 
DEL’s ACMO 2000 Leader.  As a member of our Operating 
Council, senior management’s long-time liaison with our 
Professional Development

Catherine was a natural choice for this responsibility as a 
committee member and key educator, and driving force in our 
internal Licensing Education Program.

Catherine’s mandate is to ensure that the practices required 
to preserve our commitment to the ACMO 2000 Certifica-
tion Program are implemented, maintained, and enhanced 
throughout our operation.  She continues to do a superb job.

Our ACMO 2000 Certification status remains inspiring and 
rewarding.  It is a constant source of pride, satisfaction and 
reassurance to all of our stakeholders.

I extend my thanks to ACMO, its proponents and leaders, 
our cherished clients, and our entire devoted and enthusiastic 
team at DEL, for their strong and loyal support and encourage-
ment, in our constant pursuit of excellence.

*(Note: The ACMO Membership Standards Committee 
supersedes these committees)

Saul York, B.A. (Honours), BAS, is President and Chief Ex-
ecutive Officer of DEL Property Management Inc.  DEL pro-
vides a complete range of condominium management ser-
vices for over 76,000 condominium homes.
delpropertymanagement.com

Obtaining our ACMO 2000 Certification and earning it 
as one of the initial professional condominium property 

management service provider recipients 
more than two decades ago most certainly 
continues to be a memorable and proud 
achievement for DEL Property Management 
Inc.  I recall vividly having the privilege, 
honour and pleasure of being presented 
with our commemorative plaque at a gala 
event attended by dignitaries and notable 

professionals representing the entire sphere of condomini-
ums.  And, most happily, with my dear colleagues at DEL, 
who had made this prestigious accomplishment possible.

The concept of ACMO 2000 Certification was born out of 
the desire to achieve a process akin to ISO (the International 
Organization for Standardization) but explicitly geared to the 
condominium environment.  It was designed to enhance our 
comparatively fledgling profession’s credibility.  The Business 
Development Bank of Canada’s early involvement in helping 
ACMO create this program provided a beneficial boost. 

As a long-serving member of the ACMO Certification and 
Standards Committee* and having been appointed to the 
ACMO Condominium Management Standards Council* at 
its inception, I take particular pride in the rewarding experi-
ence of periodic compliance audits performend every three 
years, as required by ACMO 2000 Certification Program.  
Achieving compliance, as determined by an independent 
auditor, reaffirms our commitment and dedication to 
enhancing the quality, reliability and integrity of customer 

Saul York

SPOTLIGHTSPOTLIGHT
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